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+ Hackettstown, NJ

July 25, 2007 ..

~ RE: 1999 Mercury Cougar

To whom it may concern, - -~ -, - . e

© On 27 June 2007, | dropped‘i[T‘_YW\ 99:9 Mercury Cougar, V6 Automatic-off at Ray Price Stroud

Ford for repair. | reported that my problems began on 22 June 2007, when I had an object’

- (wood, metal, or rock) strike the undercarriage of my car. | described the problems. experienced
" as a spike in the RPM, as well as hesitation and bucking. | further mentioned that | thought that ...

the problems might be related to a transmission problem.

The dealer féplaced the Sefp'enii'ne beit and thfottle assembiy system and inforvrrllédl mefhat my.
car was repaired. | picked up car on 30 June 2007, and 30 minutes after driving it off the lot, |
experienced the same probiem originally described. | had paid $123.72 for a rental car “and

“1.$516.12 for the diagnostic and labor fées. - Yet, the car was not repaired. S

71 immediately returned to Ray Pri’cef;FE)fa“j and demanded to speak :,t‘d_it'he mechanic who worked-

~ the dealer from 30 Juneto 3.July.. . .

on my car. Instead, the same Service Manager (Dave) was brought in‘to discuss the matter with~ ~

me. | agreed to allow them to try to correct the problem. This time, the dealership replaced the

*“vacuum tube’s rubber connecting hose. | was charged $57.13 for an additional diagnostic fee,

but not charged for parts or labor.- Again, | was informed that the car was ready for pick up.

. Once again, ‘the" vehicle began. to experieij,d,e a épike in RPM, hesitation and bucking. 1
~ immediately phone Dave at Ray Price Ford and returned the car to the dealership. | was forced
_to leave my vehicle for further repair and rent anotfier vehicle from Enterprise. This time the Ford

Dealer said they would cover the renta! car bill until they fixed the car. My vehicle remained at ™~
I picked up my Vehicle fréf 'Réy Price Ford on 2 July 2007 and attampted to drive to work in
Tobyhanna, PA. Approaching the Rt. 380 elevation, my car again began to rev, surge, and buck.
| stopped along Rt. 80, notified Ford that the vehicle was not repaired, and drove it back to them
after my shift ended.- - This time, they provided a Ford car free of charge, so.that they.could
continue to troubleshoot the problem. . '

I returned ;for my vehicle on 5 July 2007. The Ray Price Ford Dealer attempted to charge me

~-another $57.13-for-a diagnostic fee even though they still- hadn’t diagnosed or repaired the scurce - -
of the problem despite having the vehicle-for almost 10 days. | told them that | would not pay
_another cent toward diagnostic fees until they could prove that they had actually diagnosed and
““corrected my problem. " ' o T :

- “Once agéin; ‘I;ésked"to speak tbf my mechanic. ‘Once again, | was denied. | took car back home

‘without being charged: As | drove through Hackettstown the following morning, my.vehicle again
.. began to rev and buck. Frustrated, | cailed Dave at Stroud Ford to tell:him it was not diagnosed

correctly for 10 days and that the car is still NOT fixed. This time, | drove the vehicle home.and -
paid to have the vehicle towed to my previous mechanic over an hour away in Eimwood Park, NJ.



My Ford experience was addressed to an ASE Master certified mechanic, Mike Baxter. In
addition to 20+ years as an experienced mechanic, he is also Ford certified (as well as being
certified under several other brands). This is what he had to say about the problems with the
Cougar, as well as my experience with Ford.

He was informed of the make and model of the vehicle, the object strike of the undercarriage and
the symptoms experienced: RPM spike, hesitation and bucking. He was also informed of the
tests and repairs performed by the Ford mechanics which include: battery check; monitoring the
Mass Air Flow Sensors; monitoring the 02 Sensors; long and short term fuel trims; mechanical
fuel pressure test and checking the Idle Control Valve. In addition, the following repairs were
performed: replaced the serpentine belt, throttle assembly, and vacuum hose. According to
Mike, these are all engine-related function tests and repairs.

Mike said that because there is an RPM spike that accompanies the hesitating and bucking, it
tells him that the engine is working fine and that the transmission is not engaging. He said that
since | said that the object struck the vehicle (entering underneath) on the driver's side (where the
transmission is) that it is possible that the object (wood, metal, or a rock) may have damaged one
or more of the solenoid sensors in the transmission. He said that this could occur even though
the transmission is encased, because the solenoids are located on the bottom of the transmission
pan. Apparently, there is a solenoid for every gear, so it's possible that the solenoid that controls
the shift for gears 1, 2 and 5 are fine, but 3 and 4 are damaged.

He said that it's also possible that the Vehicle Speed Sensor was damaged. He said that the shift
solenoids are triggered from the data from the VSS. So, if the VSS is damaged then the shift
solenoid may interpret the speed at a "0" and then not engage properly. He said that if a
mechanic had a newer scanner that can monitor "shift points, mph and working solenoids” they
would be able to troubleshoot this.

He said that typical shift points are:

From 1st to 2nd gear - registers at 12-15mph
From 2 to3 - registers at 27-31 mph
From 3-4 - registers at 43-50 mph

So, if the VSS is damaged, it might not be reported the correct speed when the transmission
attempts to shift gears. Similarly, if the solenoid for that particular gear is broken, | would expect
the same type of problems to occur. Ultimately though, he said that if a mechanic doesn’t have a
scanner with the capability to monitor all of those functions, the car should be brought to a
transmission specialist.

He also mentioned that typically dealerships do not employ transmission mechanics. If a
transmission problem is detected or suspected and the transmission is under warranty, the dealer
will replace the transmission. If there is no warranty, the dealer will inform the customer to take
the car elsewhere. As a result, | have learned that Ray Price Ford has wasted both my time and
money on engine function tests and unnecessary repairs. After what Mike said about the "RPM
spike", it would appear that this would be “Mechanics 101" level stuffto a “trained mechanic”.

The recorded advertisement on Ford’s toll-free number claims: “Factory trained service
technicians trained in Ford cars.....who are better than anyone”. Who better than a Ford certified
mechanic would know the information above.

| believe that Ray Price Ford took advantage of me, overcharged me for unnecessary repairs,
inaccurate diagnostics and caused me a financial burden for car rentals. Do your Ford
mechanics have scanners that can monitor the “shift points, mph and working solenoids”. If they
do, why wasn’t it used? If they don't, then why don’t they have it?



These mechanics should have possessed the knowledge of what parts/functions COULD be
responsible for my problems rather than hooking it up to a computer and reacting to fault codes
that may or may not have been reported.

| am left to doubt whether or not these “factory trained mechanics” are even certified. And if they
are, what are the testing standards? On the day | dropped off my vehicle at Ray Price Ford, | told
them that | suspected a transmission problem. It would appear that | was correct all along. Does
that make me a “Ford Certified” mechanic.

in light of the information provided, | am demanding a full refund for the “services rendered” by
Ray Price Ford, in the amount of $696.97. This amount will cover the unnecessary charges
incurred as a result of the inept handling of my vehicle’s problem, which include:

TOTAL $ DIAGNOSIC AND LABOR FROM FORD: $400.40
TOTAL $ PARTS FROM FORD: $140.41

TAX: $32.44
TOTAL $ CAR RENTAL FROM JUNE 27-30, 2007:  $123.72

| would expect this to be handled upon receipt of notification. | am prepared to escalate any
further delay to the following organizations for assistance:

US Dept of Transportation, Nat'l Highway Traffic Safety Administration
Attorney General's Office, Website Complaints: www.Attorneygeneral.gov
Better Business Bureau in PA ,

Ford Motor Plant in Michigan :

State Farm Car Insurance Company (NJ) (Claim due to wood, metal, or rock (object)
hitting undercarriage on Rt. 80 and causing this problem under Comprehensive/Collision,

w/ a $1,000 deductible.
e Federal Trade Commission

| hope to settle this matter immediately. Please call me at the above work number no later than
close of business Friday, August 3, 2007. If you agree to a full settlement in the amount of
$696.97 (which is NOT covered under the first $1,000 of my Comprehensive/Collision Claim with
State Farm), | will ask that you put it in writing. Otherwise, | will escalate this issue through the
appropriate channels for action and will add additional damages, such as: time off from work,
litigation fees and pain and suffering, if necessary.

Thank you in advance for your anticipated cooperation.

Sincerely,




